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Quick Start Guide for WhatsApp Asset Creation
Overview

Overview

This guide is intended to help set up a WhatsApp Business account (WABA) and phone number and
integrate it with Webex Connect to interact with Contact Center agents using both the mobile or desktop
application and the web interface of the WhatsApp application.

Prerequisites

You need to provide a mobile number that has not been previously associated with a WhatsApp Business
account, nor has it been used in a personal capacity to integrate it with Webex Connect. You can purchase
a new number from your Telco (Telecom service provider) or request the Webex Connect Support team to
purchase one on your behalf and provision that for the WhatsApp Business account you intend to
integrate with the Webex Connect platform. For the latter, you need to raise a TAC case and the TAC
engineer will work with the Webex Connect team to provide the WhatsApp asset using virtual numbers.
The Webex Connect support personnel can help you set up the WhatsApp account based on the One-time
Password (OTP) received for verification using virtual phone numbers. You can work with TAC and the
account manager for the initial provisioning of the asset.

If you have a phone number that has been associated with a WhatsApp account previously, you need to
disassociate that and migrate the number to a new account as part of the WhatsApp asset creation. For
deleting or disassociating the number from the previous WhatsApp account, see
https://developers.facebook.com/docs/whatsapp/on-premises/get-started/migrate-existing-whatsapp-
number-to-a-business-account

For details on how to request a phone number and additionally to complete the 10DLC process for a US
region number, see https://help.imiconnect.io/docs/wxcc-whatsapp-asset-creation

This phone number must be active as it is used to receive SMS or voice calls during the verification
process.

Setting up WhatsApp Asset to Test CCE Representative Flows

To create a WhatsApp Business Account as part of the WhatsApp asset creation, you must have a meta or
Facebook user account that needs to be tagged with the WhatsApp business account.

You need the below details for the asset creation:
e  Business Phone Number

e Company Name

e Representative’s Email Address

e Address

o C(City

e State/ Province / Region Country

e  Website

e  Business number Display Name

e  Business Category

e Business Description


https://developers.facebook.com/docs/whatsapp/on-premises/get-started/migrate-existing-whatsapp-number-to-a-business-account
https://developers.facebook.com/docs/whatsapp/on-premises/get-started/migrate-existing-whatsapp-number-to-a-business-account
https://help.imiconnect.io/docs/wxcc-whatsapp-asset-creation
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

Once the WhatsApp asset is created, you can see the asset on Webex Connect and Engage. You can exercise
the CCE representative or template flows to see the end-to-end interaction on the Webex engage channel.

Creating WhatsApp Asset in Webex Connect and Associated
WhatsApp Business account

To create a WhatsApp asset in Webex Connect:

1. Loginto the Webex Connect tenant and navigate to Assets > Apps menu as below:

Services

Create workspaces fo

Assets

Numbers
Apps

Integrations

< Configure New App - WhatsApp

Add your WhatsApp Business Account to Webex Connect. Please reach out to your support contact for certificate and allowlisting in case of manual sign-up method

Name @

WhatsApp Contact Center Demo egister To Webex Engage figure Outbound Webhooks  DOCS O

WhatsApp Business Details
Create or link your WhatsApp Business account and phone number by signing in with your Meta account. You can start messaging customers immediately and only need to complete Business
verification when you are ready to scale with business-initiated conversations. Learn more about in our docs

F Add WhatsApp Business

Data Stream
Choose from available integrations to receive data for events enabled by admin whenever a message is sent using this asset via Messaging API. Please note, data notification for the exchange
of messages using the asset in flows have to configured at individual node level.

3. Click Add WhatsApp Business. A new pop-up appears to start the process of creating the WhatsApp
business account and associating it with the asset in Webex Connect. Do not close this wizard until
the workflow is completed.
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

Let's get started!

App Business (@)

)

S f)

Integrate your WhatsApp
Business Account

To continue you'll need to integrate your WhatsApp
business account with Webex Connect. If you don't
already own one, make sure you have access to the
following:

+ Your Company's Legal Name and Address.

+ A Display Name and short Business Description.

+ A Phone Number you have access to, owned by your
business.

f Add WhatsApp Business

X5

€ Facebook - Goaogle Chrome

Log in to use your Facebook account with imiconnect Canada.

Email address or
phone number:

Forgotten account?

Create New Account

Password:

25 facebook.com/login.php?skip_api_login=1&api_key=5953502009595788&%ki... @a [

K3 Facebook

= (] X
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

I Log in With Facebook - Google Chrome = a A

25 facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po...

oo~ -

Continue as NG >

imiconnect Canada will receive your name and profile picture.
This doesn't let imiconnect Canada post to Facebook without
your permission.

You need to log in with an existing Facebook account. New
accounts won't be approved for Business Manager. No one
can see a personal Facebook profile unless you confirm their
friend request. Learn more

Not ' Log into another account.

By continuing, imiconnect Canada will receive ongoing access to the information
you share and Facebook will record when imiconnect Canada accesses it.
Learn more about this sharing and the settings you have.

imiconnect Canada’s Privacy Policy and Terms Help Center

4. You'll be prompted to grant permission to IMImobile application to send and receive messages on
behalf of the WhatsApp business account and access billing information.

{7 Log in With Facebook - Google Chrome. - O 4

23 facebook.com/v16.0/dialog/oauthclient_id=595350200959578&display=po... [%

(ol - | & -

(13

Connect your account to IMImobile

To allow IMImobile to manage your WhatsApp Business Account, you'll need to
share account and billing permissions.

Permissions you'll share with IMImobile

o WhatsApp Business Account access
IMImobile will be able to add or link phone numbers, create message
templates, send messages to your customers, assign users to your
account and access your metrics,

Billing management
IMImobile will have permission to attach a credit line and bill you directly.

By continuing, you agree to the WhatsApp Business Terms of Service and the Meta
Terms of Service

imiconnect Canada's Privacy Policy and Terms m

5. Review the permissions that you’ll be extending to the application corresponding to Webex Connect
(IM1) in your region and then click Get Started.




Quick Start Guide for WhatsApp Asset Creation

Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

P Log in With Facebook - Google Chrome - al X

s facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... %
‘,j imi ‘ -

() Fillin your business information

Select an existing or create a new business portfolio to add your phone
O number. Your audience will not see this information on your WhatsApp
O profile.

O

Business name

CCE Contact Center Demo 23/100

Business Email
You'll receive an email to verify it.

Business website or profile page
Country

India v

+ Add Address (optional)

imiconnect Canada’s Privacy Policy and Terms Back m

6. Enter the details to create a Facebook Business portfolio.

D Log in With Facebook - Google Chrome == (m) P

s facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... [k

k=] - ol
(O Fillin your business information
Select an existing or create a new business portfolio to add your phone
O number. Your audience will not see this information on your WhatsApp
O profile.
O Business name
O CCE Contact Center Demo 23/100

Business Email
You'll receive an email to verify it.

Business website or profile page
Country

India v

+ Add Address (optional)

imiconnect Canada's Privacy Policy and Terms Back m
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If you already have one, you can select it from the drop-down menu.

() Log in With Facebook - Google Chrome = @] X

25 facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... %

(NI i | @ -

O

Fill in your business information
Select an existing or create a new business portfolio to add your phone

() number. Your audience will not see this information on your WhatsApp

. profile.
O

Business portfolio

)
g s Webex CCE and Connect - Contact Center Demo v
O)

-y

Business name

Webex CCE and Connect - Contact Center Demo 43/100

Business website or profile page

https://www.cisco.com/c/en/us/products/contact-center/webex-contact

Country

India v

+ Add Address (optional)

imiconnect Canada's Privacy Policy and Terms Back m

7. You can either create a new WhatsApp Business account or associate an existing account that you
may have created outside of this workflow.
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I€? Log in With Facebook - Google Chrome — O X

23 facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... 0%
PN g=Y - | [

Create or select your WhatsApp Business Account
This WhatsApp Business Account will belong to your business portfolio

Choose a WhatsApp Business Account

Create a WhatsApp Business Account v

Create or Select a WhatsApp Business Profile

OO0 000

Create a new WhatsApp Business profile -

imiconnect Canada's Privacy Policy and Terms Back m

) Log in With Facebook - Google Chrome = @l X

25 facebook.com/v16.0/dialog/oauth?client_id=5953502009595788&display=po... %
o gy - | b -

Create a WhatsApp Business profile

This profile will show information about your business to people on
WhatsApp. You can edit this information anytime by going to Business
assets in Meta Business Suite Settings and selecting this WhatsApp
account.

WhatsApp Business Account Name @

CCE Contact Center Demo 23/255

OO0000

WhatsApp Business display name
Your display name should match your business name and adhere to WhatsApp Business
display name guidelines. Learn more about display name guidelines

CCE Contact Center Demo

Category
Select the category that best describes your business.

Other -

Show more options «

imiconnect Canada's Privacy Policy and Terms Back m

10



Quick Start Guide for WhatsApp Asset Creation

Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

8. Provide the phone number that you intend to associate with the WhatsApp business account.

k# [og in With Facebook - Google Chrome = | =] X
25 facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... %

g | 5

Add a phone number for WhatsApp
This is the number people will see when they chat with you. Learn how to use
a number that’s already on WhatsApp.

Phone number

IN +91 v

000

You'll receive a code to verify this number

Choose how you would like to verify your number:
If you are using a landline number, choose phone call.

@ Text message Phone call

- (2D

9. After verifying the phone number via the one-time password, you’ll see a screen as shown below.
Click Continue.

11
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

b Log in With Facebook - Google Chrome = o X

25 facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... %
R -
Review what imiconnect Canada is requesting
permission to do

Manage your WhatsApp accounts
1 WhatsApp Account selected

Manage and access conversations in WhatsApp
1 WhatsApp Account selected

imiconnect Canadais Privacy Polcy and Terms.of Sevice m

10. Click Finish. The WhatsApp account is created.

ﬂ Log in With Facebook - Google Chrome = (m] X

23 facebook.com/v16.0/dialog/oauth?client_id=595350200959578&display=po... %

(o NEy - | [

You're now ready to chat with people on WhatsApp

We'll review your business to ensure it complies with WhatsApp’s Commerce
Policy and reach out within 24 hours if there's an issue.

You can immediately get started with

250 business-initiated conversations
Per phone number in a rolling 24-hour period

&  Unlimited customer-initiated conversations

imiconnect Canada's Privacy Policy and Terms m

11. You'll get the option to verify the business.

12
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

12. Follow the on-screen instructions to complete this process. You may choose to skip this step and do it
later. However, there are few restrictions imposed by WhatsApp until you verify your business. For a
few test interactions or demos, this may not be necessary.

Let's get started!

Steps to verify your business

Verify your business to send WhatsApp messages at scale:

1. Go to business info in Facebook Business
Manager

N

. Fill in your company details

w

. Then go to security Center and verify your
business. Refer here for more details

You'll need to allocate a WABA and select a Phone Number
in the next steps. In case of failures, retry launching the
Signup Flow

Verify with Facebook

~N
C Done with Verification? Proceed /I

Skip Verification

¥ s ®

13. Once you skip the verification step, you can see the restrictions imposed on this account.

Let's get started!

™ £

Things to keep in mind

After completing the onboarding processess, you can
immediately start messaging WhatsApp customers and
only need to complete Business Verification when ready
to scale with business-initiated conversations or to
request for Official Business Account (OBA).

As part of the unverified experience you can:

« Respond to unlimited customer-initiated
conversations(within 24-hour messaging window)

« Send business-initiated conversations to 250 unique
customers in a rolling 24-hour period.

* Register up to two (2) business phone numbers.

s

ow

Ready for Setup

™54

Your WhatsApp Business number is

ready for setup

You can find all the information about your business number in the

App Manage Screen

Go to App Manage Screen

(%)

14. Once you’ve completed the workflow, you reach the app creation page again, where the created or
associated WhatsApp Business account details are fetched in Webex Connect.

13
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

< Configure New App - WhatsApp

Add your WhatsApp Business Account to Webex Connect. Please reach out to your support contact for certificate and allowlisting in case of manual sign-up method.

Name @
[ WhatsApp Gontact Genter Demo ) Register To Webex Engage Configure Outbound Webhooks | DOCS C)

WhatsApp Business Details
Create or link your WhatsApp Business account and phone number by signing in with your Meta account. You can start messaging customers immediately and only need to complete Business
verification when you are ready to scale with business-initiated conversations. Learn more about in our docs.

Credentials
WABA : CCE Contact Center Demo (ID:364810343376602) @
NUMBER -]
DISPLAY NAME :  CCE Contact Center Demo
APITYPE ®

Data Stream
Choose from available integrations to receive data for events enabled by admin whenever a message is sent using this asset via Messaging API. Please note, data notification for the exchange
of messages using the asset in flows have to configured at individual node level.

15. Click Create to save the asset. You can update the business information once the asset is saved which
allows the end user to view the business information through WhatsApp on their devices.

< Manage - WhatsApp

Add your WhatsApp Business Account to Webex Connect. Please reach out to your support contact for certificate and allowlisting in case of manual sign-up method
DISPLAY NAME : CCE Contact Center Demo
API TYPE ® : Cloud

Business Account Settings
Your WhatsApp account has been successfully verified. These business account settings will be displayed to users when they view your business profile on WhatsApp

About Address

CCE Contact Center Engineering Team |

Business Category Contact Email

"OTHER v ||

Business Description

CCE Contact Center and Webex Connect integration

16. Click Register To Webex Engage that is enabled once the asset is saved.

17. Register the asset in Webex Engage, link the WhatsApp asset in the Engage platform, and invoke the
Connect Flows.

Note:

e Ensure that you select the right Service with the intended Webex Connect flows while
registering the asset, as the Service Key of the Webex Connect service gets mapped or stored
in Engage. You cannot change it later as the binding is important to send outbound leg
messages from the Webex Connect flow either via the flow logic or through a Chat Bot, or
when an agent replies to the customer.

e  Ensure that you do not delete the service so that the asset is not orphaned in Engage.

14
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Creating WhatsApp Asset in Webex Connect and Associated WhatsApp Business account

Center Demo

registered to Webex Engage you cannot deregister this asset.

Select Service

[Wchnnect with CCE Integration v ]

Select Service
My First Service

WxConnect with CCE Integration

Cancel

Register to Webex Engage - WhatsApp Contact

Avre you sure you would like to register this app to Webex Engage? Please note that once

18. Once registered, verify whether the asset is successfully registered in Webex Engage by launching the
Engage administration console through Control Hub. If successful, you'll see the asset appear in the

below tab:

Assets

Webex Contact Center

Channel Assets

Channel Assets

Manage channel assets that can be used to receive messages from your customers. Channel assets created in the Admin console can be shared across different
Templates teams
All Apple Messages fo Email f & Livechat B3 SMS ) Google Messages for
Business Facebook WhatsApp  BUSiness
Channel Asset Details Asset Name D v Added On Priority  Action
WhatsApp €9467daf-7302-
WhatsApp | | Contact Center  485(-b39d- 10 Jul 2024 21:55:30 ® Z

Demo 69dfa5e25e820

19. You can send messages to the WhatsApp business number via the WhatsApp mobile application or
the web browser version (https://web.whatsapp.com/). If you’re using the WhatsApp desktop

application, certain controls that you may send from the Webex Connect flows are not supported in

the desktop version of WhatsApp.

15
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Linking WhatsApp Asset with WhatsApp Inbound Flow

Welcome to the CCE Customer Service Demo. Please tell me how may | help you?

You can message 'End Conversation' to close this conversation at any point in time.

7

This message can't be displayed here. Please
open WhatsApp on your phone to

view the message.

This message can't be displayed here. Please
[ < open WhatsApp on your phone to
view the message.

We're looking for an Agent to service your request. Please hang on...

Note: If you send a message to the business number integrated with Webex Connect, there will be no
response back until the WhatsApp Inbound flow is set up in Webex Connect and the same is associated
with the newly created WhatsApp asset.

Linking WhatsApp Asset with WhatsApp Inbound Flow

The CCE Representative Flows bundle comprises a WhatsApp channel-specific flow namely
WhatsApp_Inbound_Flow.workflow, to handle the conversations and messages sent to the WhatsApp
Business number.

Once imported in Webex Connect, provide the WhatsApp Business number including country code
without the plus sign in a custom variable WANumber in the Flow settings page for the Inbound flow. For
example, “16414XXXXXX” without the double quotes.

Also, you can specify the App ID of the WhatsApp asset in the initial condition of the webhook event flows
like CREATED, QUEUED, ROUTED, CLOSED, and TRANSFERRED, to trigger the flow specific to this asset.
This step is essential to integrate multiple WhatsApp assets or business numbers in the same Webex
Connect tenant. Here are the steps:

1. Note down or copy the Asset ID of the WhatsApp asset found under the Apps tab in Webex Connect.

Apps

Configure Apps to send and receive messages from Mobile, Web, Email and Social Messaging Platforms

G )

App Type
All Apps v

Message data shown below is for last 30 days

Channel Apps (8) Messages Sent Messages Received Actions

WhatsApp Contact Center Demo & ()
App ID :8_171875316043851870 0 1
Service - WxConnect with CCE Integration

16
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2. Note down or copy the WhatsApp Business number without spaces or the + sign from the Asset Details
section in Engage.

X Webex Contact Center

Channel Assets

Manage channel assets that can be used to receive messages from your customers. Channel as

Channel Assets

ts created in the Admin console can be shared across different

Templates teams.
All Apple Messages for Email f & Livechat SMS 2y Google Messages for
siness Facebook siness
Business Whatsapp  BUSIne
Channel Asset Details Asset Name D v Added On Priority Action
WhatsApp e9467dar-7302-
WhatsApp [ = B Contact Center ~ 485f-b39d- 10 Jul 2024 21:55:30 6} 2
Demo 69dfase25e820

3. Click the Settings icon on the top right corner. The Flow Settings window for the WhatsApp Inbound
Flow appears. Provide the WhatsApp Business number as WANumber.

Flow Settings Help

General Custom Logs Flow Outcomes Custom Variables

droppedAttachmentCount 0 Q
isPCICompliance %]
nonPCIComplianceReasonObject (x]
CustomerEndedAgentMessage Customer ended the conversation [x]
ScriptSelector (%]
UtcConvertedTimeStamp (%]
WANumber 9 1 RNMENRL) (%]

4. Update the CCE Create Task and CCE End Task nodes to include the Fully Qualified Domain Name
(FQDN) of the reverse proxy or load balancer front-ending the Cloud Connect nodes in the Domain
field.

Note: Remove the https keyword and any forward or backward slashes while specifying the FQDN.

5. Edit the Search Conversation node and select the WhatsApp asset from the drop-down, to ensure
that the right conversation corresponding to the received message is fetched. You can decide
whether to create a new conversation or append the message to an existing conversation accordingly.

17
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¢ Search Conversation \nEUF‘Variglsl»\es

de
Configuration Transition Actions (Optional)

Method Name
Custom Variables
Search Chat v

Start
Node Authentication

Evaluate
CCE_Engage - Node ID: 3074

Asset Details

Channel”

WhatsApp v

WhatsApp Business Longcode*

WhatsApp Contact Center Demo (91 SREBEDSSE0)
VHITISAPP VIODIE INUITIDE]

‘ WhatsApp Contact Center Demo (9

$(n2.whatsapp.wald)

Qutput Variables

Search Conversation | 1.4 v
Test Cancel @
Nade 1D 7151 Node Outcomes

6. |If your asset is not found in the drop-down, verify whether the asset is registered with the Engage
administration console or not. The asset appears for selection only if the asset is registered in the
Engage administration console.

7. Open and save the receive nodes titled Wait for Customer Response, before being allowed to make
the flow live.

8. Save the flow and make it live. You need to select the WhatsApp asset created in earlier steps when
making the flow live.

9. Import the webhook event triggered flows for the events triggered by CCE or Cloud Connect and
update the App_ID value of the WhatsApp app in the initial condition of the first CCE node. The
cce.destination field must contain the value of the App_ID that was copied in Step 1.

& CCE Help Input Variables
List of variables available as input for this
node
Configuration Transition Actions (Optional) Data Stream (Optional)
cce.mediaChannel v equalsignorecase v email S
Custom Variables F2s507
cce.destination v equalsignorecase a_637993595190890000
AND
cce.mediaChannel v equalsignorecase v facebook
cce.destination v equalsignorecase v a_638285562633750000
AND
cce.mediaChannel - equalsignorecase WhatsApp
cce.destination v equalsignorecase v a_171875316043851870
AND
Output Variables
Start
Node ID: 2 Cancel @ Node Outcomes

You need to repeat this for all the CCE webhook event triggered flows for CREATED, QUEUED, ROUTED, CLOSED
and TRANSFERRED.

18
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10. Save the flow and make it live. You need to select the WhatsApp asset created in earlier steps when

11.

making the flow live.

Note: When a flow is made live, it gets bound to a specific WhatsApp asset for all the nodes
referenced in the flow. Hence, the conditional execution of the webhook flow corresponding to the
WhatsApp asset is important. You may repeat the step of importing the webhook event flows for
another asset or WhatsApp Business number you want to configure in the system.

Alternatively, you may remove the conditional execution of the flow and keep a common one to then
branch out within the flow itself based on the value contained in the cce.destination variable sent as
part of the webhook event, to then invoke another flow using the Call Flow node.

This common webhook flow is devoid of any channel-specific node to send outbound notifications or
messages to the customer and it’s the new flow that contain the WhatsApp channel-specific nodes to
send messages. In turn, the separate individual flows containing the WhatsApp nodes must be
associated with the corresponding WhatsApp app because of the 1:1 relationship between a flow
containing a channel-specific node and an asset.
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